DMH Satisfaction Survey Results
Consumer Satisfaction - 2001

Alcohol and Drug Abuse Services/
Comprehensive Psychiatric Services - Inpatient & Outpatient/
Division of Mental Retardation & Developmental Disabilities

Demographics

Total Served °

Total Survey Returns °

Total ADA/
CPS/MRDD

Total ADA | Total CPS

Total MRDD

Total ADA/
CPS/MRDD

Total ADA | Total CPS

Total MRDD

Male

56.2%

65.5% 48.5%

59.7%

51.4%

58.7% 47.4%

57.5%

Female

43.8%

34.5% 51.5%

40.3%

48.6%

413% 52.6%

42.5%

White

75.9%

68.7% 78.8%

76.0%

76.6%

66.9% 80.9%

87.3%

Black

19.8%

29.2% 18.8%

17.1%

17.5%

28.0% 12.6%

10.6%

Hispanic

0.5%

0.6% 0.5%

0.4%

1.1%

1.3% 11%

0.6%

Native American

0.3%

0.5% 0.4%

0.1%

1.5%

1.4% 1.6%

0.6%

Pacific Islander

0.1%

0.1% 0.1%

0.2%

0.1%

0.1% 0.1%

0%

Other ¢

3.4%

0.6% 1.4%

6.1%

3.1%

2.3% 3.7%

0.9%

0-17
18-49
50+

27.2%
57.6%
15.2%

9.5%
84.1%
6.4%

15.3%
61.9%
22.7%

45.1%
43.3%
11.6%

37.74
%
%
%o

32.39
13.9%

79.5%
6.6%

39.88
9.3%
66.4%
24.3%

47.77
0.9%
55.7%
43.4%

" The demographic statistics in the columns marked Total Served are based on the number of people served April 2001 according to
DMH billing records.
® The demographic statistics in the column marked Total Survey Returns are based on the survey returns.
© The state classifies Pacific Islander in the "other" category for CPS consumers.
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Sample Size

Information is based on the number of returned forms
and the number of people served according to DMH billing records.

Number Forms Percent of Served

NV S Returned Returned

ADA/CPS/MRDD Total 39019* 9358** 24.0%
ADA Total State 11246 3037 27.0%

CPS Total State 26599 6009 22.6%

IMRDD Total State 1174%** 312 26.6%

Unduplicated count.

*Includes individuals who could not respond.

**The MR/DD numbers represent a 3% sample of cases by five types of services (Case Management,
Congregate Residential, In-Home, Supported Residential and Habilitation Centers)

Services for the Deaf or Hard of Hearing

The following represents the percentage of affirmative responses for each item.

Total ADA/

CPS/MRDD Total ADA Total CPS Total MRDD

Are you deaf or hard of hearing? 8.1% 5.9% 9.2% 8.3%

If yes, do you use sign language? 11.7% 6.7% 12.9% 20.0%

If you use sign language, did this agency use sign

. oo o °O o oo 2 . °/O
language without the help of an interpreter? L 63.6% an 00

If you use sign language and the staff did not
sigh to you, was an interpreter provided?

17.6% 50.0% 16.0% 33.3%
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Overall Satisfaction with Services

V.
f s
y. ||
\ \

I

Total ADA/CPS/MRDD Total ADA Consumers Total CPS Consumers Total MRDD Consumers
Consumers

ONot at all satisfied/Not satisfied [OK [ Satisfied/Very Satisfied

Program Satisfaction: Percent of responses to the question "How satisfied are you with the services you receive?”

Some of the key findings were:

- Statewide, 78.3% of the consumers of the Division of Alcohol and Drug Abuse (ADA), the
Division of Comprehensive Psychiatric Services (CPS), or the Division of Mental Retardation and
Developmental Disabilities (MRDD) who responded to the survey were "satisfied" or "very
satisfied" with the services they received.

+  The MRDD consumers showed the highest satisfaction rating with 83.8% "satisfied" or "very
satisfied".

Section ITI - ADA/CPS/MRDD Page 3



Satisfaction with Services

Total ADA/
CPS/MRDD *©
4.23 4.22 4.23 4.50
(9016) (2965) (5818) (233)
with how much your staff know about how to get 4.14 4.07 4.15 4.55
things done? (8942) (2961) (5766) (215)
with how staff keep things about you and your 427 427 4.26 452
life confidential? (8888) (2960) (5720) (208)
4.10 4.11 4.08 431
(8818) (2933) (5690) (195)
that your treatment plan is being followed by 4.16 4.15 4.15 4.46
those who assist you? (8815) (2924) (5690) (201)
that the agency staff respect your ethnic and 4.29 4.30 4.27 4.57
cultural background? (8601) (2907) (5485) (209)
421 4.19 421 4.60
(8914) (2955) (5743) (216)
417 4.03 4.22 4.26
(7369) (2079) (5122) (168)
that the staff treats you with respect, courtesy, 3.89 4.10 3.53 491
caring, and kindness? (1575) (887) (645) (43)
3.96 4.19 3.60 4.95
(1573) (885) (648) (40)
with the opportunities for exercise and 3.64 3.64
relaxation? (883) (883)
that the meals are good, nutritious and in 3.71 393
sufficient amounts? (1563) (877)
3.91 391
(79) (79)
4.49

: > -
with your case manager* (199)

How satisfied are you . . . Total ADA® | Total CPS¢ | Total MRDD ¢

with the staff who serve you?

that your treatment plan has what you want in it?

with the services that you receive?

that services are provided in a timely manner?

that where you live is clean and comfortable?

with the childcare provided by the agency?

The first number represents a mean rating.
Scale: 1=Not at all satisfied . .. 5=Very satisfied.
The second number represents the number responding fo this item.
* These ratings are for the combined rating of the Division of Alcohol and Drug Abuse, Comprehensive Psychiatric
Services, and Division of Mental Retardation and Developmental Disabilities.
P This represents the ratings for all Division of Alcohol and Drug Abuse Consumers.
© This represents the ratings for all Comprehensive Psychiatric Services Consumers.
 This represents the ratings for all Division of Mental Retardation and Developmental Disabilities Consumers.

Some of the key findings were:

+  Statewide, the people served by the Division of Alcohol and Drug Abuse, the Division of
Comprehensive Psychiatric Services, and the Division of Mental Retardation and Developmental
Disabilities reported that they were satisfied with the services they received. Most ratings
were above a 4.00 ("satisfied").

+  Consumers were most satisfied with the case managers in the MRDD Regional Centers only
(mean of 4.49).

+  Consumers were least satisfied with the opportunities for exercise and relaxation in the ADA
Residential program (mean of 3.64).
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Satisfaction with Quality of Life

How satisfied are you . . .

Total ADA/
CPS/MRDD °

Total ADA ®

Total CPS ¢

Total MRDD ¢

357 3.70 3.47
(8260) (2948) (5098)
3.70 3.74 3.66 4.25
(8207) (2928) (5068) (211)
with the amount of choices you have in your 3.53 3.65 3.43 416
life? (8221) (2952) (5083) (186)
with the opportunities/chances you have to 3.65 3.85 3.52 4.20
make friends? (8190) (2943) (5052) (195)
3.73 3.74 3.69 4.50
(8142) (2909) (5038) (195)
3.63 3.75 3.53 4.34
(8221) (2941) (5076) (204)

4.08

i ?
with how your spend your day? (214)

with where you live?

with your general health care?

with what you do during your free time?

with the opportunities that you have had during
the last year to do something that you are proud
of?

How safe do you feel . ..

434
(161)

434
(161)

403 434 3.56 4.94
(1561) (884) (643) (34)
408 424 3.97 438
(8011) (2914) (4890) (207)
3.89 401 3.80 427
(7941) (2920) (4824) (197)

in this facility?

in your home/agency?

in your neighborhood?

The first number represents a mean rating.
Scale: (How satisfied are you...): 1=Not at all satisfied ... 5=Very satisfied.
Scale: (How safe do you feel...): 1=Not at all safe . . . 5=Very safe.
The second number represents the number responding to this item.
* These ratings are for the combined rating of the Division of Alcohol and Drug Abuse, Comprehensive Psychiatric
Services, and Division of Mental Retardation and Developmental Disabilities.
P This represents the ratings for all Division of Alcohol and Drug Abuse Consumers.
© This represents the ratings for all Comprehensive Psychiatric Services Consumers.
“ This represents the ratings for all Division of Mental Retardation and Developmental Disabilities Consumers.

Some of the key findings were:

+ The participants' responses to the quality of life questions indicated less satisfaction than
their answers pertaining to satisfaction with services.

+ Consumers were most satisfied with the opportunities they have had during the last year to do
something that they are proud of (mean of 4.34).

+ Consumers were least satisfied with the amount of choices they have in their lives (mean of
3.53).

Section ITI - ADA/CPS/MRDD Page 5



Comparison by Gender in ADA, CPS, and MRDD
Residential and Non-Residential Settings Combined

The analysis compared the responses of consumers by gender on the satisfaction survey items.

How satisfied are you...

Male

Female

Significance

With the staff who serve you?

423
(3376)

435
(3684)

F(1,7058)=33.250, p<.001

With how much your staff know
how to get things done?

4.13
(3339)

4.25
(3655)

F(1,6992)=32.393, p<.001

With how staff keep things
about you and your life
confidential?

428
(3312)

437
(3633)

F(1,6943)=15.595, p<.001

That the treatment plan has
what you want in i+?

4.09
(3302)

421
(3611)

F(1,6911)=27.791, p<.001

That the treatment plan is
being followed by those who
assist you?

4.15
(3308)

4.26
(3603)

F(1,6909)=27.482, p<.001

That the staff respect your
ethnic and cultural background?

428
(3216)

440
(3485)

F(1,6699)=32.407, p<.001

With the services you receive?

4.22
(3334)

4.34
(3640)

F(1,6972)=28.400, p<.001

That services are provided in a
timely manner?

411
(3340)

4.23
(3647)

F(1,6985)=26.860, p<.001

With how you spend your day?

3.62
(3339)

3.49
(3639)

F(1,6976)=22.744, p<.001

With the opportunities you have
to make friends?

3.66
(3308)

356
(3605)

F(1,6911)=14.369, p<.001

With your general health care?

3.79
(3280)

3.62
(3600)

F(1,6878)=37.921, p<.001

With what you do in your free
time?

370
(3330)

351
(3622)

F(1,6950)=45.738, p<.001

With how safe you feel in your
home/agency?

414
(3214)

4.00
(3548)

F(1,6760)=31.253, p<.001

With how safe you feel in your
neighborhood?

3.95
(3188)

3.81
(3505)

F(1,6691)=26.537, p<.001

The first number represents a mean rating.

How satisfied are you? Scale: 1=Not at all satisfied . .. b=Very satisfied.

How safe do you feel? Scale: 1=Not at all safe . .. 5=Very safe.

The number in parentheses represents the number responding to this item.

Fourteen items showed significant differences. Females in combined settings were more satisfied with the
services received. Males were more satisfied with their quality of life.
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Comparison of Race/Ethnic Background in ADA, CPS, and MRDD
Residential and Non-Residential Settings Combined

The analysis compared the responses of consumers by different racial and ethnic backgrounds on the
satisfaction survey items. On the average, Caucasians and Hispanics were more satisfied with services than
consumers of other racial and ethnic backgrounds. Caucasians were more satisfied with where they lived and
how safe they felt in the neighborhood. African Americans were more satisfied with their opportunities to
make friends and what they did in their free time.

How satisfied are you...

White

Black

Hispanic

Native
American

Pacific
Islander

Significance

With the staff who
serve you? (a,b,c)

434
(5462)

4.18
(1141)

3.99
(78)

4.28
(107)

413
(8)

F(5,6992)=11.957,
p<.001

With how much your
staff know how to get
things done? (a)

4.22
(5404)

410
(1138)

3.95
(76)

422
(106)

4.05
(199)

F(5,6925)=6.376,
p<.001

With how staff keep
things about you and
your life confidential?
(a,c.d)

4.37
(5363)

4.19
(1134)

412
(76)

4.42
(105)

4.00
®)

F(5,6877)=12.021,
p<.001

That the treatment
plan has what you want
in it? (a)

4.19
(5339)

407
(1124)

3.83
(76)

413
(107)

3.88
®)

F(5,6845)=5.814,
p<.001

That the treatment
plan is being followed
by those who assist
you? (a,b,c)

424
(5338)

411
(1125)

3.88
(78)

4.20
(106)

3.88
®)

F(5,6845)=8.582,
p<.001

That the staff
respect your cultural
background? (a,b,c)

439
(5124)

422
(1132)

4.00
(73)

4.29
(104)

F(5,6628)=12.547,
p<.001

With the services you
receive? (a,c)

4.32
(5389)

419
(1132)

4.05
(75)

4.17
(107)

F(5,6907)=9.458,
p<.001

That services are
provided in a timely
manner? (a,c)

4.22
(5409)

404
(1127)

3.92
(76)

407
(107)

F(5,6918)=11.063,
p<.001

With how you spend
your day? (a)

3.53
(5397)

3.69
(1136)

3.61
(77)

3.44
(106)

F(5.,6909)-4.863,
p<.001

With where you live?

3.70
(5362)

3.64
(1130)

3.58
(74)

3.42
(107)

F(5.6867)=2.353,
p=.039

With the amount of
choices you have? (ae)

3.46
(5371)

3.64
(1131)

3.59
(76)

3.35
(108)

F(5,6880)=5.634,
p<.001

With the opportunities
you have to make
friends? (a,e)

3.57
(5342)

378
(1127)

3.62
(78)

3.58
(107)

F(5,6845)=6.761,
p<.001

With what you do in
your free time?

359
(5371)

370
(1135)

3.62
(76)

332
(106)

F(5.6880)=3.560,
p=.003

With how safe you
feel in your
neighborhood? (a)

3.91
(5180)

375
(1101)

3.89
(70)

3.78
(100)

F(5,6634)=5.294,
p<.001

The first number represents a mean rating.

How satisfied are you? Scale: 1=Not at all satisfied . .. 5=Very satisfied.

How safe do you feel? Scale: 1=Not at all safe . .. 5=Very safe.
The number in parentheses represents the number responding to this item.
Scheffe Post-Hoc significance at .05 or less
(a) Interaction between White and Black.
(b) Interaction between White and Hispanic.
(c) Interaction between White and Other.
(d) Native American and Other.

(e) Black and Other.
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Comparison by Age in ADA, CPS, and MRDD
Residential and Non-Residential Settings Combined

The analysis compared the responses of consumers by three age categories: (1) youth under the age
of 18 years; (2) adults between 18 and 49 years of age; and (3) adults 50 years of age and over. Both adult
groups were more satisfied with services. The oldest consumers were most satisfied with where they lived,
the amount of choices in their lives, and their opportunities to make friends. Younger consumers rated the
safety in the home and neighborhood as higher, as well as their satisfaction with what they do in their free

time.

How satisfied are you...

0-17

18-49

50+

Significance

With the staff who serve you?
(a.b)

404
(705)

432
(4812)

437
(1396)

F(2,6910)=34.737, p<.001

With how much your staff know
how to get things done? (a,b,c)

3.89
(700)

4.21
(4768)

4.30
(1379)

F(2,6844)=50.124, p<.001

With how much your staff keeps
things about you and your life
confidential. (a,b)

4.18
(695)

4.35
(4750)

438
(1353)

F(2,6795)=12.036, p<.001

That your treatment plan has what
you want on it? (a,b,c)

3.90
(700)

4.17
(4710)

4.25
(1362)

F(2,6769)=32.036, p<.001

That the treatment plan is being
followed by those who assist you?
(a,b)

391
(697)

424
(4716)

4.29
(1356)

F(2,6766)=43.511, p<.001

That the agency staff respect your
ethnic and cultural background?
(a.b)

417
(689)

4.36
(4575)

4.40
(1300)

F(2,6561)=16.980, p<.001

With the services you receive?
(a,b)

3.99
(701)

431
(4764)

4.37
(1368)

F(2,6830)=44.568, p<.001

That services are provided in a
timely manner? (a,b,c)

3.89
(696)

4.19
(4779)

4.27
(1370)

F(2,6842)=38.893, p<.001

With where you live? (c)

3.75
(663)

3.64
(4755)

3.81
(1377)

F(2,6792)=12.758, p<.001

With the amount of choices you
have? (a,b)

3.31
(658)

3.50
4777)

3.53
(1372)

F(2,6804)=8.673, p<.001

With the opportunities/chances
you have to make friends? (c)

3.64
(658)

3.58
(4751)

3.69
(1362)

F(2,6768)=5.672, p=.003

With what you do in your free
time? (a)

3.73
(656)

3.58
(4776)

3.64
(1381)

F(2,6810)=5.719, p=.003

With how safe you feel in your
home/agency? (a,b)

4.28
(658)

4.05
(4637)

4,01
(1332)

F(2,6624)=16.574, p<.001

With how safe you feel in your
neighborhood? (a,b)

4.03
(657)

3.85
(4593)

3.87
(1312)

F(2,6559)=7.806, p<.001

The first number represents a mean rating.
How satisfied are you? Scale: 1=Not at all satisfied . .. 5=Very satisfied.

How safe do you feel? Scale: 1=Not at all safe ... 5=Very safe.

The number in parentheses represents the number responding to this item.

Scheffe Post-Hoc significance at .05 or less

(f) Interaction between ages 0-17 and 18-49.
(9) Interaction between ages 0-17 and 50+.

(h) Interaction between 18-49 and 50+.

Section ITI - ADA/CPS/MRDD

Page 8



Comparison by Current Living Situation in ADA, CPS, and MRDD

Residential and Non-Residential Settings Combined

The analysis compared the responses of consumers by the current living situation of the consumer.
Those who lived in the residential treatment facility, were homeless or lived with their biological parents had
the lowest mean satisfaction ratings with services. On the average those who lived with their biological
parents had the highest satisfaction with their quality of life items.

Grou rizeic el Biological
How satisfied are you... Independent Homz Treatment Homeless Paregn e Other Significance
Facility

With the staff who serve 4.39 411 4.02 414 4.07 415 F(5,6924)=35.625,
you? (a,b,c,d) (4697) (728) (508) (124) (445) (428) p<.001
k‘:“g;hh:‘;lwf':;‘;t 1ﬁ?:g§*°ff 427 410 400 404 3.93 400 | F(5,6871)=25.263,
done? (0 b.c. (4667) (717) (501) (124) (443) (425) p<.001
G‘Q:Z’T‘ ;‘:ras:;fyi::m:h'"gs 441 412 408 413 418 421 | F(5,6830)=25.932,
confidential (abe.d.o (4639) (708) (500) (125) (442) (422) p<.001
hzza;}?:f”r::i:‘:;:e:: i‘;'f“ 423 3.99 401 401 3.93 403 | F(56807)=19.791,
(bt 4 ; (4611) (718) (498) (121 (445) (420) p<.001
bT::; ;:ﬁo::;”b':e:;oz:wo 429 405 403 410 3.91 404 | F(5,6797)=28335,
sssist you? (a.b acl) (4609) (711) (495) (122) (443) (423) p<.001
YTO:‘:;:;?;‘:; Zﬁ,ﬁ 442 415 409 431 420 428 | F(5,6578)=26.002,
D eckaround? (als.) (4432) (688) (490) (123) (443) (408) p<.001

With the services you 4.36 414 4,08 413 3.99 411 F(5,6864)=29.434,
receive? (a,b,c,d) (4667) (711) (499) (125) (442) (426) p<.001
;h(?:fr::;’y'cﬁn‘;’:rfr°v'ded 426 404 3.96 3.94 3.88 407 | F(5,6879)-26.842,
(abcde (4678) (715) (501) (124) (440) (427) p<.001

With how you spend your 3.52 3.63 3.60 3.30 3.62 3.60 F(5,6843)=3.751,
day? (4671) (722) (501) (123) (415) (417) p=.002

With where you live? 373 355 354 253 383 355 | F(5,6810)=30.234,
(ab.ef.gh,ijklm (4650) (722) (495) (119) (415) (415) p<.001

With the amount of 350 3.49 3.49 313 337 3.38 F(5,6836)=3.858,
choices you have? (d) (4672) (717) (500) (123) (411) (419) p=.002

With opportunities you 356 376 3.66 336 3.66 3.65 F(5,6798)=5.650,
have to make friends? (a.e) (4643) (715) (499) (121) (413) (413) p<.001

With your general health 3.66 3.84 3.83 335 373 3.65 F(5,6759)-7.302,
care? (aei) (4645) (716) (494) (120) (382) (408) p<.001

With what you do in your 3.55 3.77 3.65 3.24 3.82 3.64 F(5,6823)=10.911,
free time? (a,c.f,ik,l) (4666) (717) (498) (122) (411) (415) p<.001
yl":f:o'::’/:;:icyy‘;” feelin 409 3.95 3.93 3.18 429 408 | F(5,6630)=23.020,
leafaiikh (4575) (681) (455) (101) (418) (406) p<.001
;A:'::e'r:bz‘;‘;i:;: feel in 3.90 3.86 381 2.92 3.98 387 | F(5,6570)-18.147,
y 9 ' (4539) (662) (448) (110) (417) (400) p<.001

(efik)l),
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The first number represents a mean rating.
How satisfied are you? Scale: 1=Not at all satisfied . .. 5=Very satisfied.
How safe do you feel? Scale: 1=Not at all safe . .. 5=Very safe.

The number in parentheses represents the number responding to this item.

Scheffe Post-Hoc significance at .05 or less

(a) Interaction between Independent and Group Home.

(b) Interaction between Independent and RTF.

(c) Interaction between Independent and Biological Parents.
(d) Interaction between Independent and Other.

(e) Interaction between Independent and Homeless.

(f) Interaction between Group Home and Homeless.

(9) Interaction between Group Home and Biological Parents.
(h) Interaction between Group Home and Other.

(i) ZInteraction between RTF and Homeless.

(j) Interaction between RTF and Biological Parents.

(k) Interaction between Homeless and Biological Parents.
() Interaction between Homeless and Other.

(m) Interaction between Biological Parents and Other.
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Comparison by Whether Resided in Residential Treatment

in ADA, CPS, and MRDD Residential and Non-Residential Settings

Combined

The analysis compared the responses of consumers by whether the individual had lived in a
residential treatment facility during the past year. Consumers that had not lived in a residential tfreatment
facility were more satisfied with the services they received. Those who had lived in residential treatment
facilities were more satisfied with how they spent their day, opportunities to make friends, what they did in

their free time, and how safe they felt in their neighborhood.

How satisfied are you...

Yes No

Significance

4.18 4.33

: ?
With the staff who serve yous (1826) (5019)

F(1,6843)=41.638, p<.001

With how much your staff know 4.07 423
how to get things done? (1814) (4978)

F(1,6790)=41.036, P<.001

With how staff keep things 418 438

about you and your life
confidential? (1811) (4942)

F(1,6751)=61.208, p<.001

That the treatment plan has 4.04 4.19
what you want in it? (1803) (4924)

F(1,6725)=34.387, p<.001

that the treatment plan is
being followed by those who
assist you?

4.09 4.25
(1803) (4916)

F(1,6717)=35.513, p<.001

That the staff respect your 421 4.39
ethnic and cultural background? (1767) (4743)

F(1,6508)=58.420, p<.001

4.15 4.32

. : -
With the services you receive? (1810) (4973)

F(1,6781)=46.886, p<.001

That services are provided in a 4.04 422
timely manner? (1815) (4988)

F(1,6801)=43.981, p<.001

3.61 352
(1813) (4956)

With how you spend your day?

F(1,6767)=10.321, p=.001

3.62 3.69

. N
With where you live? (1799) (4933)

F(1,6730)=5.110, p=.024

With the opportunities you have 3.69 3.56
to make friends? (1797) (4920)

F(1,6715)=16.034, p<.001

With what you do in your free 3.69 3.56
time? (1805) (4940)

F(1,6743)=17.237, p<.001

With how safe you feel in your 3.92 3.85
neighborhood? (1691) (4812)

F(1,6501)=3.928, p=.048

The first number represents a mean rating.

How satisfied are you? Scale: 1=Not at all satisfied . .. 5=Very satisfied.

How safe do you feel? Scale: 1=Not at all safe . .. 5=Very safe.
The number in parentheses represents the number responding to this item.
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